
COMPLAINT HANDLING POLICY 

At MyRepublic, we take your feedback seriously. If you are dissatisfied in any way, it's important we hear about it. 

We'll work with you to address your complaint quickly, in an objective, fair and transparent way. 

Anyone has the right to complain to MyRepublic. If you are dissatisfied about any aspect of our services, please 

contact us. If we are unclear whether you want your concern handled as a complaint, we will ask you. Your 

complaints will be handled in accordance with this policy. 

How do I make a complaint? 

If you have a dispute arising from how we have handled your initial request, or you are dissatisfied with a product 

or the customer service we have provided, you can request any staff member to lodge a complaint. We have 

trained our customer facing staff on this complaints policy, our obligations to you, how to recognise complaints and 

how to resolve issues quickly. You can contact us to make a complaint in the following ways: 

By Phone 

1300 282 600 

Our general office hours are 8am–5pm AEDT Monday to Friday

By Live Chat MyRepublic Live Chat 

By Mail MyRepublic Pty Ltd 

PO BOX 7081 Alexandria, NSW 2015 

By Email customerservice@myrepublic.com.au 

By Web https://myrepublic.net/au/personal/feedback/ 

We can help you make and manage your complaint 

If you have hearing difficulties, please contact us by Email or by the form on our website. If English is not your first 

language, we will try to assign a service representative who can speak your language or find an appropriate 

translation service. 

Customers may also assign permission for a family member, friend or other person as an advocate or authorised 

representative for a customer account. That person may then lodge and discuss a complaint on your behalf. 

We will also help you submit a complaint if you have a disability or have special needs. 

What happens after you have submitted a complaint? 

Once you have contacted us, we will do everything possible to answer your question or provide a suitable solution 

while you are on the phone. Our aim is to resolve all complaints within first contact. 

Acknowledgment of complaint 

We will acknowledge your complaint immediately if you have contacted us by phone, online chat or by completing 

a feedback form on our website. If you have contacted us via email or post, we will acknowledge your complaint in 

writing within two business days of receipt. 

We will provide you with a unique complaint reference number, so you can track and monitor your complaint. We 

will provide you with regular updates on the status of your complaint. You may contact us directly quoting your 

complaint reference number at anytime. 
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COMPLAINT HANDLING POLICY 

Assessing your complaint 

Where we are unable to resolve a complaint on first contact, we will first assess your complaint, categorise it 

and assign a priority. MyRepublic complaint categories are aligned to the Telecommunications Industry 

Ombudsman framework and include: 

1. Establishing a service

If your complaint is related to activating a new service, porting of telephone numbers or service relocations.

2. Service delivery and faults

If your complaint is related to service quality, service interruptions, reliability and performance.

3. Charges and fees

If your complaint is related to your bill and the fees and charges for your service.

4. Billing and payments

If your complaint is related to the clarity and accuracy of your bill and payments to your account.

5. Customer service and complaint handling

If your complaint is related to the customer service, support or advice we have given you.

6. Contracts

If your complaint is related to an aspect of our contract, terms or agreement which you believe is not

compliant or unlawful.

7. Financial hardship

If your complaint is related to our obligations to you during a time of financial hardship.

8. Privacy and data protection

If your complaint is related to our obligations to protect your personal data and privacy.

9. Property

If your complaint is related to damage or work carried out on your home or place of business.

Prioritising your complaint 

Our priorities are classified as non-urgent, escalated and urgent. 

We investigate all complaints on an individual basis and will inform you in writing of the steps and expected time 

to resolve depending on the complexity and seriousness of the complaint. 

For non-urgent complaints we will provide you with a proposed resolution plan within fifteen days of receipt of 

the complaint (see below for Escalated and Urgent complaint processes). 

Frivolous or vexatious complaints 

Complaints that are deemed by us to be vexatious or frivolous will be closed within five business days from the 

date we informed you about our decision. You will be advised of the reasons why we classified your complaint 

this way and offered options for external dispute resolution. 

Escalating a complaint 

If at any point you are not satisfied with the way in which MyRepublic are handling your complaint, you can 

request for your complaint to be escalated to a manager through any contact channel. 

Once your complaint has been escalated, we will provide you with a resolution plan within five business days. At 

this time, if you are still not satisfied with how your complaint is being handled, you may wish to discuss your 

complaint with the Telecommunications Industry Ombudsman. 
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COMPLAINT HANDLING POLICY 

Dealing with urgent complaints 

We will consider your complaint as urgent if any of the following situation applies: 

• Customers in financial hardship

We'll treat your complaint as urgent if you have applied for, or have been accepted a being in a status of

Financial Hardship under the MyRepublic Financial Hardship Policy, and where the nature of your

complaint would directly contribute to or aggravate your financial situation.

• Imminent Disconnection

We'll treat your complaint as urgent if disconnection of your service has occurred or is imminent and

where due process has not been followed.

• Priority Assistance

We'll treat any complaint relating to service performance or a fault related issue from a Priority Assistance

customer as an urgent complaint.

We immediately escalate urgent complaints to our dedicated solutions team, who are responsible for resolving 

the urgent aspects of the complaint within two business days of MyRepublic receiving your complaint. 

If we can't resolve an urgent complaint within two business days, we will inform you of the cause and advise 

you of a new time-frame to resolve your complaint. You can request this information in writing, which we will 

provide to you within five working days. 

Where clear and reasonable cause exists (for example, imminent disconnection of your service) you can request 

that your complaint is assessed and treated as urgent. We will respond to your request for urgent prioritisation 

within two business days. 

Resolving your complaint 

We will not implement a proposed resolution plan to your complaint until we have discussed it with you, and you 

accept it. Once you have agreed on the resolution plan, we will confirm it in writing and implement that agreed 

resolution steps within two business days. If your complaint is related to your bill, we will implement agreed steps 

no later than the end of the next billing period. 

Occasionally, resolution may take longer than ten business days when there are factors outside of the direct 

control of MyRepublic. If a delay occurs, we will contact you, let you know the cause and provide you with a new 

time-frame. If that time-frame will be longer than an additional ten business days, we will also provide you with 

information on how to take your case to the TIO. 

After implementing the resolution steps, we have agreed with you, we will confirm with you that the complaint 

has been resolved. If you want this in writing, we will write to you within five business days. 

If we are unable to make contact with you, we will write to you and request that you contact us to resolve the 

complaint. If we don't hear from you within ten business days of writing to you, we will classify your complaint as 

closed. 

Taking your complaint further 

In the unlikely event that we cannot resolve your complaint to your satisfaction, or within the agreed time-frames, 

you then have the option to forward your complaint to the Telecommunications Industry Ombudsman (TIO). 

Please note that TIO will only accept cases where you have first tried to resolve your issue with us directly. 

We will not cancel your service on the sole basis that you have contacted an external dispute resolution scheme. 
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COMPLAINT HANDLING POLICY 

How can I complain to the TIO? 

By Phone 1800 062 058 

By Mail 

Telecommunications Industry Ombudsman 

PO BOX 276 

Collins Street, West Melbourne, VIC 8007 

By Email tio@tio.com.au 

By Web www.tio.com.au/making-a-complaint 

Other external organisations 

There are several other organisations that may be able to help if your complaint falls outside the jurisdiction of the 

TIO. 

• The Australian Communications & Media Authority

The ACMA governs issues related to industry code and the telecommunications act 1997: 
www.acma.gov.au

• The Australian Competition & Consumer Commission

The ACCC can accept complaints related to trade practices, advertising and communications: 
www.accc.gov.au

• The Office for the Australian Information Commissioner

The OAIC can accept complaints related to privacy, as determined by the Privacy Act 1998: 
www.oaic.gov.au
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